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ABSTRAK 
 
Nadira Fauziyah. 201410210311144. Pengaruh Kualitas Pelayanan Terhadap 
Tingat Kepuasan Pelanggan Dapoer Mie Galau, Kota Malang. Ir. Dyah Erni 
Widyastuti, MM dan Ir. Harpowo, MP  
Kualitas pelayanan merupakan suatu usaha melayani dalam dunia kuliner 
dimana dibuat untuk kepuasan perilaku konsumen. Pelanggan dapat menilai kualitas 
pelayanan rumah makan untuk menentukan baik dan buruknya suatu usaha tersebut. 
Pelayan merupakan aspek penting dalam melakukan sebuah bisnis. Kualitas 
pelayanan juga memiliki pengaruh terhadap kepuasan pelanggan, oleh karena itu 
untuk memberikan pelayanan harus dilakukan sesuai dengan fungsi pelayanan.  
Penelitian ini bertujuan untuk (1) mengetahui kualitas pelayanan di Dapoer 
Mie Galau; (2) untuk mengetahui kepuasan pelanggan pada Dapoer Mie Galau; dan 
(3) mengetahui pengaruh kualitas pelayanan  (bukti fisik, kehandalan, ketanggapan, 
jaminan, dan empati) terhadap kepuasan pelanggan pada dapoer Mie Galau. 
Metode pengambilan sampel dilakukan dengan cara Accidental Sampling  
yang diterapkan kepada sebanyak 120 orang. Jenis data yang digunakan merupakan 
data kuantitatif. Metode pengumpulan data dengan data primer dan data sekunder. 
Instrumen penelitian yang digunakan adalah dengan skala likert. Metode analisis data 
yang digunakan adalah analisis regresi linier berganda.  
Hasil penelitian menunjukkan bahwa bukti fisik (X1), kehandalan (X2), 
ketanggapan (X3), jaminan (X4) dan empati (X5) memiliki pengaruh poositif dan 
signifikan terhadap kepuasan pelanggan. 
 
Kata Kunci: Bukti Fisik, Empati, Jaminan, Kehandalan, Kepuasan Pelanggan, 
Ketanggapan, dan Kualitas Pelayanan. 
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ABSTRACT 
Nadira Fauziyah. 201410210311144. The influence of Service Quality on 
Customer Satisfaction Level Dapoer Mie Galau, Malang City. Ir. Dyah Erni 
Widyastuti, MM and Ir. Harpowo, MP 
Quality of service is a business serving in the culinary world where it is made 
to the satisfaction of consumer behavior. Customers can assess the quality of 
restaurant services to determine the good and bad of the business. The waitress are an 
important aspect of doing a business. Quality of service also has an impact on 
customer satisfaction, therefore for providing services must be done in accordance 
with the service function. 
This study aims to (1) find out the quality of service at Dapoer Mie Galau; (2) 
to find out customer satisfaction at Dapoer Mie Galau; and (3) knowing the effect of 
service quality (physical evidence, reliability, responsiveness, assurance, and 
empathy) on customer satisfaction in Dapoer Mie Galau. 
The sampling method was done by accidental sampling which was applied to 
as many as 120 peoples. The type of data used is quantitative data. Methods of 
collecting data are with primary data and secondary data. The research instrument 
used was the Likert scaleand and the data analysis method used is multiple linear 
regression analysis. 
The research results show that as physical proof of (x1) , dependability (x2) , 
responsiveness of (x3) , community health insurance scheme jaminan (x4) and 
empathy (x5) to have an influence poositif and significantly correlates with customer 
satisfaction. 
The results showed that the physical evidence (X1), reliability (X2), 
responsiveness (X3), assurance (X4) and empathy (X5) had a positive and significant 
effect towards customer satisfaction. 
 
 
Kata Kunci: Assurance, Customer Satisfaction, Empathy, Physical Evidence, 
Reliability, Responsibility, and Service Quality.  
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